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Fcrei«brd '

Coummication SkJ.llS for Career Success is a self instructional guilde

' Adesigned for college and um.vers:’ ty students vho will soon be entermg the
job market, The program is desn.gn\ 1 to teach three basic commmication
gkills - active listenmg assertive?\coummicatioxr and conflict resolutmn -
~ which have been found to be intncate,l.y linked with career successy

the pnoject. We apprec1ate the ass1stance c;f the numerous. students and
UNF faculty and staff for their critiques of the’ manuscrlp! . .Special
 thanks are "due Mr. Clinton Reaves, III, who:'::llust*ated the text, and
Mr. Jack thkhouser who coordinated the aucﬁo taping process
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| You almost have your college d‘l.plcma, obtammg that degree has meant
.. aequira‘.ng the knowledge and leaming the skills which will "guarantee your
* stepping into a challengmg and rewardmg career--or 80 you' ve thought

Yet, you've heard or read that the job market 1s flooded with unenployed

college grazh:ates--lt seems that BAs ate a dune dozen. The ‘thought of -

) mrking—m-mearea-totallrtmrelatea to ¥y coll .experience or to your
- career aim is both dasoom:agmg and. frlght How can you find an edge
:ln competing for the job you want thereby makmg a successful first. step in

s mee..mg your career goal"

'I‘he development of effective interpersonal conmmlcatlon skills is one .
answer to that problem in mmerous studies, mterpersonal skills have been
: found to be one of the primary deternﬁnants of j /,success. Persons w:.th
hig:; 1eve1s of suph skills are generally able to secure des:.rable JObS |

_ achieve promotmns, and report satlsfy:.ng career cho:.ces

On the other hand a lack of interpersonal coum:i:ﬁ.cation gkills has
-been found to be the primary cause of job fallure For example, 90‘2. of

;

fallures o the Job are due to. breakdowns in successful oommmlcation only
107 . are. due to a lack of spec:Lal:Lzed lmowledge or tec‘rmical skills It seems”
that the main reason why people have d1ff1cu1ty in obta:ln:lng the jobs they

want or in being sucoessful in the JOb they have is that they have problems
in getting along with--AND COMUNICATING WII’H--other peoplel Getting along
well with others at work very often depends upon an accurate lmderstand:mg
of the emotions wh:n.ch accompany the words in the coumm:.catlon.exchm@e be-
tween ourselves and the. people with whan we work



) v
The goal of th:Ls program is to help you to 1mprove yom: effectl.ve—
ness in gettmg along and conmn:Lcat:Lng mth others in the world of work,:
thereby belping you obtain and become successful In-a job which is appro— _
' pnate to your traJ.nmg experlence, and career aimg. To meet this goal,
this program is designed to assist you in deve10ping your ab111ty to under-

e 8tand- the~fee11ngs that my acccmpany the words of those with twhom you work

' - —8s8 well as to assist. you m—lmprovmg your ab111ty to express your own feel—
ings effectively to others In order to help you mprove your ah:.li.ties in
these cdrnnmlcatlm areas, this progragnn InrJ.ZI.'l introduce you to,. and pmv:de '
you with opporttmrtles to practice, the skills of active llstexung assert:.ve
caImmJ.cat:Lm and conflict resolut:.on By leamlng the importance of these :
skills in the world of work, and by becommg mcreasmgly proficlent in
your use of them, you will greatly enhance your opporttmlties for success

in meetmg ymzr career goals
\—-/ . ) . ‘ R

Inst:r:uctim for the use of this text:

'I‘hJ.s is a progranmad text You W111 be presented with d:Lfferent k:mds

of informatlcnal and cmversat:.onal material and then will be asked questlons
about what you have read Once you have selected an answer to a questlon, .
t:t.tm to the page indicated after your answer If you select the correct

| answer you w111 be presented with new materlal to leam and in most cases,

' a new qyestlon and a new set of answers from Whlch to cheose. - If you select
an incorrect answer to the review questlons you will be asked to retum to
the quest:Lon to try a better answer. You W111 qu:.ckly notice as you read

| th:Ls progranmed text that you will be asked to skip around scmavhat from page

: .\. 6
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tc page. So that you m.ll read the mater\.al presented in this program in
| its proper sequence ‘pay close attentn.on to the mstructlons t:hat will be
printed on each page of the program. - b

Followmg each separate book there will be several practice exerc:.ses
. .".-uemtamed on-an-audio-cassette that accompanles ‘this ) program """ These exercises
_' are desigied to further help you develop a particular sk:Lll covered by the |
'book instructions for the use. of’ the tape will be prov1ded at the end of
each book as well as an the cassette tape itself ' '

Now tumn to page 1 of this program to begm leaming about the importance of

effective mterpersonal ccmmmcation skn_lls in the world of work
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Perhaps one way to ccntr:bate to your mderstanding of the' :lmpou:tance

: of interpersmal commmication skills in the world of wou:k is to illustrate

how a lack of these skllls can lead to a breakdown in the relationships you
have with thoseatwork In thefollowmg scenario twocoworkers George o

| comunication. As you read the scenarlo, try to identify the obstacles to

effective coamumication between Susan and George, as well as the major

'factors leading to the breakdown in their work:.ng relationship, and the

resultant ill feelings between the two ooworkers

The 'Soenario

-
| George and Susan were employed by their oompany as managemnt trainees

"eight nxmths ago; thelr campany's tra.mmg program provides for their spend—

ing s:.x months in a superv:.sory capaclty in each of the four major company
divisions. At the end of two years, following thei:. rotation smong the :
four divisims, George and .Susan will be selected for permanent management -
pooitions, depending lax:gelyupm then_r Perform:-moe during the tra_:inihg pro-'
gram rotation. Currently, Sﬁgan is workmg w:Lth ‘the Design Di\)ieion, and o

9



George 13 in Produétion.

As the scenano begms George is sitting behmd his desk studying
' drewings submitted by the Design staff, proposing changes in product specifi-
cations. Just last week George ordered his shop ‘foreman to change the
mach:mer_%zp and he isn't pleased by the _prospects of order.:l‘.ng another
change At this pomt, "Susan walks into his off:Lce .. B

\

Susan: _George, I think maybe we have a problem. I've heard some rumors
that Production isn't too happy w1th our new. design oI wanted _
S to check that out with you--t«hat; s ‘the story? |

George:  (leaning back in his chair, putting his arms behind his head and .
vamming): Oh, it's you again...Susan, you'll have to speak | |
louder so I can hear }you over those machines--what did you say? .

Susan: (spesking louder now): I SAD, when is Production go:lng to change

over to our new des:.gns" '

George: (with eome.irritation_-in his voice): Look, Susan, we just changed
our setup last week We can't go aromdmak:i.ng changes every
| day just because you have some: other bright idea. This is the
third change you've asked for smce we _rotated divis:Lons two

monthsago Ehatsgomgon" Whatareyoutryingtodotome
anyway? o

‘Susan: -(su:tmg down oppos:.te George 8 desk somewhat inpatlently) There
| are a lot of creative, dedicated people in De31gn--y0u know that--
you worked there for your first six months. Anyway, they feel

T

- . \,
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' lJ.keno me'listens to their ideas...and Ithinl'cthat theyhave'
alotofgoodones too.. :Ltsbeenalongtimesinceanymepaid
any ﬁtené_on to them--or stood wp for them. I'm afr;S‘.:i that
they Te. becoun.ng less motlvated now, and it's becam.ng a very

- real problem for me. Look I m just trying. to help the ccmpany

and make these people feel like they re oontrlbutmg, too

George: (with sarcasm) Yeah---sounds l:Lke you're b.ing a mother hen to |
& -try:l.ng to win a popularlty ccntest or sanething I've got a
lot of problems \oo Anyway, .those Design people ALWAYS have _
bngbt ideas. They Just don't know. what goes on in the REAL
WORLD--the pract:.cal side of the canpany--PRODUC'I.'I(N 1 They
“thirk all WE have to do is change om:machinery aromdwhenever |
: they get a new :Ldea-—at the dnop of a hat. You should tell them
to be more pract:.cal\ you haven t had any exprerimce in produc-
- t:.m—-gust Sales and a llttle De31gn--you sho,uld wait until you

get where I am before you go spoutlng off about all these ehangesll.‘ :

l

. Susan; (obviously upset, but trying to control her anger) : George, :Lt

seems to me that wa're. having a problem camnnucating

(Phone ringo very loudly, :x.nterruptmg Susan)

George: Just a second let me answer th:Ls (plcks up. the phone, but still

glaring at Susan) Yes, what is it? What? Yes sir, T' 11 get

right on 1t-—lt won' thappen ag\ahn

Susan:. Ceorge, I'm feeling uncomfortable talking with you...I get the

u \ .




feeling that you think we're_ competing smxetimes. ..0r sanething e
but maybe if we talked things out... L "

o

-

George: That was my boss--says that we ham foul—-up on Line 4~—what are

those guys trying to do to me, anyway? TWhat did you say?

|
Susan: (with resignation) . Never mnd -you. just don't understand there
doesn t seem to be any p01nt in dlscussmg it. |

!
) X

George::\ (gettmg up from his® chair and lookmg down at Susan) :
| / I know that you' Te trying to make those people in Design. feel /
o

LN

Hey, Susan, s

‘ good--and I think that's temflc--but look you're a woman, |
.

' and you probably don't know a thing )about machines. If you did, |

you'd realize how impossible thesé new drawitgs are--they just

won' t work--so you 11 Just have to forget them and go back to the

old dramng board (chuckling). / 3 .
‘Susan:  (sténding, ‘with fists clenched tightly): You make me éo angryl
| You' re eompletely 1gnormg me-—you re not 1istening at alll
drawings are good, and you kncw 1t and you should put them :into :

Those

product:.on You ‘would if you knew what you were doing!
: X
Don't YOU tell me what to-dol Who do you

George: - (in a very loud woice): _
I SAiD, forget\,\ about those designs (thrust-

| think you are. anyway?!
ing them back at her).

Susan:  OKAY, all right, I'll just have to get Mr. Jonee to pereuade you...

/ _ e L Y
. George: All right! If that's how you feel, I'll get Mr, Suith to settle itl

12




v Whaal Haveyoueverhadanexperlence ]:lkethat? DOYO‘.IthinkBUCh
. occm:mcesarecammn? How did you feelasyoureadthe conversation ’
between Susan and George? How would you have felt had you been in Susan 8
shoes? In. George s? Take a few moments to mswer these questicns to-
v / ycmrr;elf before gomg o w:.th the pmgram w:m you have considered your

answers to these questz.ons tu:m to page 6.
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Very clearly, ~th,e\rk1ng relationship between George and Susan has

suffered as a result of their ccnversatlon, and ill feelings. probably exdist
| between thsn./ Addltmnally, nooe\thelr bosses will have /to spend their time _
to resolve the conflict between George and Susan, a situation which mlght have
been avoided. - “ B ’

_ Take a umnent ‘now to 1dent1fy what you thmk was the major factor lead-

: J.ng to ‘the problem between Geég,e and Susan. Four possible -answers are listed
,below choose the answer you. thmk is best and tum to the page mdicated

: / _ .

r
/ \
A

" A.. George /was the major obstacle: he was gruff de*’ensive and

narrow—mnded Turn to the top of page 7.
/o .

B. v‘Susan was the major obstacle she seemed aware of what was’
happenmg between George and herself, but she was unable or un- -
E w:.lling to do ar;ythlng about it. Turn to the bott_cm of page 7.

I

C. The situation was ‘the major obstacle: the oanpetltive nature
- of the company's training program made :Lil feelings between
George and Susan vexy ln_kely Turn to the top of Ppage 8

D. All of the. factors Listed sbove.inhibited effective cammmica-
tion between George and Susan, thelr 1nab111ty to counmnicate |
effectlvély with each other was the major factor in the cre,a- :

:’/tlon of the problem wh:.ch now exists betweeﬁ them. Tum to the

ytom of Page 8.




A, You're partlally correct. George did seem wrapped up in his ot world
and appeared dlsmterested in’ what Susan was trying to cmmmicate He |
geemed to let his oW problems his feelmgs of ccmpetltion in the traming “
program with Susan, and his stereotyp:.c v1ew of women get in his way of listen- _

ing to Susan and of expr‘essmg/ his o concerns ‘and doubts Although it is
true that George might not have been fully aware of all of these thmgs his )
predispos:.tims and biases were maJor factors in the coumxﬁ.catmm breakdown
between h1m ané Susan. However, there are other maJor factors which oontr:.-
‘buted to the problem. Go back to the quest:.on on page 6 and try another ‘ |

i e

answeer. .

. B. You\ re partlally correct. Susan seemed to have some fairly' effe‘ctiire’ !

' ccnmmlcatlon skills, but she became sidetracked by the heat of the argunent

~ with George ~ So, vhile Susan seemed to have the skills to avoid such a prob-
lan, she e:Lther forgot or ignored them. However, there are other faftors

. which contrzbuted to the problem between Susan and George Go back ! 'to the

jcpestimmpage6andtryanotheranswerv : !

] }




C. You are very peroept:.ve in reallzmg that the canpetltlve nature of

George anq Susan 's trauu.ng program mght have made negat:l.ve feelmgs between
them poss:ble. In their concem w:.th accanpllslment and recognitlon for the:Lr |
work they mlgnt have v:Lewed the:.r relat:.onshlp as one based on canpetitmn
This, in turn oould have made 111 feelmgs between them more lnkely. - How-
ever, this is net the whole st/ory Go back to the question on page 6 and

' try another answer.

e

\-‘D, Rigbt you.are! The pred:’m between George and Susan was not the fault R

| of thelr persmal:.tles, nor was it solely the result of a highly competltive |
s:.tuatlon. The problem occurred because George a.nd Susan weren't able. to | _
reoogn:tze their feelmgs or to canmmlcate these feel:.ngs to each other. o

As long as a  commmication breakdovn exists between George and Susan, they.

' are not very 1:1<e1y to get anywhere in nutually solv:.ng their problem. | Wha‘.t's
more, -not only mll George and Susan have greater d:.fflculty in canmmi./catmg
with each other m the future but nw thelr bosses have an add:.t burden. -

George and Susan s mablllty to comm;mcate effect:_vely may even plac their

chances for pramtlon in Jeopardy! .

1
e\\/él

Now tumn to page 9.




Now that you have observed the Jmportance of oonmmrcatmn in avoiding
problans (hke the one that George, Susan, and the.rr bosses must now resolve), -
let's tum our focus to.the gen..ral commmnications process. Ccnnnmlcatmn
may be defmed as the mterplay of thoughts feelmgs and behav:.ors between
two or more people Vhen people are in contact, ccmmmicatlm al_waE occurs, E
| whether ot ‘not 'they are actually talking, and possibly even mdependently of ;
what éley may actually be saymg As someone once said, we cannot NOT ” N, h

5examp1e Susan told George that she was try:l.ng to motivate some of |

camnmlcate !
‘\_‘ .

her personnel but ‘that she was. hav:Lng a, problem George responded by saymg
to her, "Yeah sounds 11ke you re belng a mother heh to me--tryihg Ato win a
popul‘fnty contest, or somethmg 'Ihat s what he Sald but he seems to be

_commumicating to Susan a negative evaluatl.on of her 1mpatience J.rrltatlon, |

. anger, or perhaps even defens:.veness at her wantlng to stick up for her |
personnel The point is that George's words seem to contrad:.ct his mean:mg
and since he doesn't express himself clearly, we (and Susan) don't 1"eally know .
‘what he 1s cotmrunlcatlng S:Lmllarly, later in their eonversaticn, Susan
© said to George, _"Never mmd there doesn t seem to be any point in dJ.scussmg o

:Ltl" Those até her words but she may be, in fact, commumicating exasperatlonv

or anger at George s makmg no effort to lJ.sten to or understand her problem.

:'TLmnnowtopagelo.'- \ - / S
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Let's. stcp for a moment to reviaar this very importa\nt and ﬁmdammtal
pri.nciple of camnmlcatmn Using these two excerpts from the corwersatim
between George and Susan as examples-, answer "true" or "false" to the state-'

o unnt prmted below, and then tum to tﬁe page :Lnd:l.cated by your answer
. z Peopl'e are ai@s-meicating with.ea.ch' othef, and the

mearungs of those coummlcatlms may or may not always be

\ consistent with what they are, act:ually saymg

!
_ “\\ -
: \ True.. .';’:j.'.‘.".';_.';.‘.'.'..tmn to page 11.
False......cccevunuen tumtopage 12. o s
1’.

| | L

18_'

\
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- True. Correct! You have a good understanding of the principle that
canmmcatlon will always take place between you and your: coworkers, whether
or not you or they are actually talking, and sometimes qulte mdependently
of the words that you a:id they may use. In the s1tuatim between George
and Susan, their mablllty to accurately understand the meanmgs of the
other's commmlcatlon, whlch are often qmte inconsistent w1th their words

e .

has 1ed to a breakdorm in thelr commmication. G

N

'l‘um now to page 13 for a closer look at the mfluence wh:.ch canmmlcatlon

playsmyomworlungrelatlonshlps . S \




IV

Fél'se._ No, this answer is incorrect. :You will learn from all of the

sectmns of this program that pe0p1e coummmcate with each other in a

A vanety of ways The words that are used may not always be cons:.stent :

o

~with the neamng of the. commmlcatlon in fact what we say ‘may even

) contrad:z.ct what we mean.. For now, go back to the question on page 10 and
) try the- other answer.
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-Cammmication between people is e1ther effect;_ve or it is J.neffective, '
-~
there is no neutral ground Ccnmmlcatmn is often Ineffective when it .

1gnores the subtle emothnal ccmponent Ccmmmcat:.m Whlch is effect:Lve

takes into account. all aspects of ways human belngs camnm:Lcate ‘with each a
other, " ' ' |

/

/
/

 Developing your conmunlcatlon skills can lead to four pos:LtJ.ve

characterlstlcs of the work.mg relat:.onshlps among you and your coworkers, |

/

you. and your SUpeerSOI.'S or you and your customers. Th.ese ar
/

A mutual understandmgs of mformatlon, feelmgs and problems
among you and tho/se with vwhom you'work. '

B. ahigh degree of trust in 1 your worklng relatlonships w1th
~ others. /

/

C. a hlgh degree of gg ess in your work:mg relatlonshlps v
- with others

. /o . o
D. a greater ease in resolving conflicts.
. ///‘ ‘
George/ and Susan demonstrated meffect:.veness in commmication in

several areas whlch as a result led to a breakdown in their working

relatlonsh:.p Take. a moment to see if you can identify the four negat:.
| characterlstlcs of their workmg relat:Lonshlp that resulted in the:Lr in-
’ablllty to cammmicate effectlvely Then tun to page 14 to compare your

.

: answers w:.th ours.

21
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The followmg four negat:.ve characteristics of the working relatlonshlp
‘between George and Susan now exist as a result of their inability to camluni

.ob

. cate effectlvely mth each other

" A. There exists Loth ‘misinformation of each other's particular

problem as well as a trrismderstandlng of the feelmgs each

has in thelr Tespective s:Ltuat:Lons

. B. -George and Susan are now llkely to feel a degree of mistrust '
| for the other

C. Their reléticnship may now be described as closed and irhibited.

D. They are now in a s:l.tuatim vhich is llkely to &enerate more -

confl:Lct between them,

~ Now tumn to page 15.

22
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Aswe growup, 1earn to talk, and mcreaseourvocabulary many of us
take for granted the commmication between ourselves and others. Very often
we ignore the process of ccmmm:.catmn Or, Worse, assume that words alone are
commmication. For example, it appears that both Susan and George have pro-
blems in their respectlve divisions. Susan is pretty clear in expla:.m.ng
her ccncerns about: motivating t'.he Des:.gn persommel. It seems that George has
prablems, too (making extra changes in the machinery setup amidst grumbling
persomel and poss:.bly feel:l_ng that he may be "losing" in his competltlon
with Susan). He even says, "I've got problems, too." But does George ever
really commmicate his problems to Susan" Choose between the two answers

 printed below the one you think best" answers this questnon, and then" tum to

the page.indicated. - —

. _' T . ' . &L.‘{;),'. . ,I .
“A. - Yes, he does. Tumn &0 page 16.

B. No, he never does. Tm:ﬁ_to page 17.

23
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A.  You answered that George did connnmicate his problem to Susan

thile his’ words do indicate that he has problems and while he does

act as though he has them he never clearly commm:.cates hlS concerns

to Susan Go back to page 15 read the question again, and try the _

other answer.
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B. You answexed that George never'doea commmicate his problems to Susan--
and right you arel While his wordsido indicate that he does have problems
.and while he does act as though he has them he does not clearly commmicate
them to Susan. He mlght have said for example, "Susan, it tekes a lot of
menhours to dxange our machlnery set:ups My personhel are still grumbling
about last week's change. Isn't it possible for us to work together more
closely to coordinate your division's ideas for changes and my division's
ability to 1mplement them?" Or, to more clearly conmmicate his problems
George might have said, "I'm dJ.sappomted wit.h the work I did in Dealgn a
few months ago--—and I'm feeling a little discouraged in this division too.
I really want to do well, and I know that I'm feeling defenslve with you

nghtnow

Very clearly, words alone don't always effectiVely commmicate our
thoughts or feel:l.ngs our words sometimes may even contradict or obscure what
we're really cammnicating to another in other ways. Effective commmication,
then, is a skill; and just like all skﬁls, effective commmication can be
learned. | | '

. \ |

'The remainder of this program is dJ.vided into three -sections: active
1istemng assertive t::axwactions and conflict reaolution - Each sectlon is
designed to help you learm and practice a spec:.fic set of commmlcatim skills

appropriate to your training and career a1ms

Now please turn to page 18. /
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. . . , I
The" sect:Lcn o active llstenmg Book - I w:Lll focus o re ligg

_eounuucation effect:.vely so that_ _you_ean convey to the other persan; ''L

- '- really do understand your message; I acknowledge and accept your message
: (though I may not agree with 1t)" Active listening‘reouirea Msing more
than your ears; it n*volves your using all of your senses, ym.tr experience,
“and your mderstandmg of the here-and-now situation.’ ‘

//
J—

The section on assertive connnmicatlon, - Book - II, will focus on your

sending commmicatlon effectlvely so that you can .assure you:rself "I did
get my oun meanings across without confus:Lng or misrepresmting them.
Aasertiveness mvolves assuning respons1.b111ty for the coummication of |

- your oun meanings rather than attrib/utmg awnershlp, or responsibility, for -
them, totheotherperson / s

. The final sectlon of this program w:Lll address effective cmﬂict
resolution skills in a work mv:.rorment In Book III you will leam that .-
'Leven when effectlve coumum.catlm is the rule rather than the exception in '
working relatlcnships, confl:.cts w111 arise. This section. of the pmgram |
- will ass:.st you in developmg confllct resolution sld.lls which will encourage
a WDI-WIN outcome for the part1c1pants 1n the conﬂlct rather than a WIN-LOSE
: .oraU)SE-»LOSE ‘outcome. .

' Now,please tu:m to the sectlon on ACthE Llstening, begirming on page 19,
- to Ieam about the practlce effective cormnmicatlm in the world of work

- Good luck!
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~You have seen that caunmicatlm is more than merely an e}«:change of\
mfomatmn between two or more persons. . People commmicate with cne another
to com_rey and reinforce their feelings about themselves anii eaeh other, ag
well as to share and to seek help in resolving a problem that they may have.
It makes sense, tben that connnm:.cat:.on is effectlve and meaningful only lf
the persons who are trying to canmm1cate are able to receive the other person s
' ‘messages accurately. And only by LISI'EN]NG EFFECI‘IVELY can we be certain that
we are best recelvmg another person's commm:.catlon
o .
L:.stenmg ska.lls are a cruciel uspect of commmication. Several SOClal
sumtmts have determmed that 7¢% of our daily waking act:.v:.tles are spent A
in some form of commm.c.ion with other people Of that tlIlE, we devote
aver 40% to listening and 30% to talking; the rema.mder is divided between
' read:mg and wr:.tlng In sp:Lte of all that pract:Lce, 1:Lstenmg is the area of
commm;.cat:.on in which people have the most dJ.ff:Lculty Part of this diffi- \
culty stems fram the fact that many of us either dcn't pay much attent:.on to
our llstem.ng skills or do mot know when 1t is approprlate to listen; many -
lof us do not even understand fully JUSt exactly what llstening is or how to
_do it! One of our goals for this section of the program is to help you learn
what effect:Lve h.stenmg 1.s, when it is appropriate to use. the skills which

you w:Lll leam, and how to apply them to your Job situation.

Now turn to page 20.

0y
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. Stop for a mcmmt now and thlnk about your past experlences at work

When was the last time you felt that someone at ymn: job really hstened?

- ’matwas:.thkeforyouthmto feelHE'ARD ACCEPTED, Amsmnmsroon? What
do you fee.l 11ke when your co-workers or your boss don't seem to be really
Zl.lst:en:l.ngtoyou7 T .

...... _ _..please go on to page 21 now to find out how your experz.ences
perceptmns and feelmgs compare w1th those that other people have.
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SJ.nce many of us assume that l1stenmg means '‘not talk:Lng and that

-_- ].:Lstening skills develop a11tomatically end therefare may be taken for .
granted, most people r_eport that a _long time has passed since they felt .
" that sameane - at work really listened to-"them When someone does pay atten- .
| admowledges and understands what has been camnmlcated-—when someone
actually LIS'I:ENS-—mst people fmd comfort in the experience. Most people
have a need to be heard and understood by another. '

The need to have someone listen to us--to accept and understand us—-is
partlr'ularly :meortant when we have a problem If this need is not f:Llled
.'we often feel a d1strub1r;g senise Of bemg alone or 1solated from others. -

Thls is a very 1mportant pon.nt ‘wherever we work and whatever our Job may '

| be, we w:Lll be in contact with people who are exper:t.encing problems These.
problems may be temporary or they may be long stand:l.ng ‘They may range

frcm a minor annoyance to s:LtuatJ.ons wh:Lch affect the JObS of many people.

The person w:.th the problem may be ourself our mmedlate superv1sor, our e

co-worker “ora customer.’ In other words in x JOb s1tuat:|.on, _every

person experlences problems at one tlme or another

' Please tumn now to page 22..
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Let's stop at this point and assess' your understanding of the material .

presented SO far Answer "true orh "'false" to the following questlon

_f

In a normal WorkJ.ng s:.tuatlon, the only people who w:.ll
' expenence problems are those who are weak mcanpetent

or emotlcnally maladJusted

»

True............. R tum to page 23.
False.............. ceee...tum to page 24.

1
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True. Itlstme that some peoplewho experlence problemsonthejobare
weak, or inccmpetmt/or emotlonally maladJusted—-or all these!! However,
most- people do not fit 1nto any\f these categories, yet all of us have
| preblems at one time or another We have--or "om'~-a problem if we are
'l unnble to canplete an ass:.gment to our sat:.cfact:.on, or :Lf we are angry
at someone else s sloppy work or if we feel hurt that we were passed over
for a promotion. You can probably think of many different kinds of problems
“that people experience as normal occurrences in their work. Having

"owning' -_--a problem is not "bad", it is a natural, even expected, part of

'all of our lives.

Tumn back to the question on page 22.and txry the other answer.

o
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Falgse. Right you arell You have quickly grasped the idea that having--or
'-'mm:[ng' -—problems is not restricted to certain people. A11 of us experience

problems as a natural occurrence in our lives whether on the Job or not.

K
~ You may be wondering vhat "problems" have to do with “'effective
listening," Turn to page 25 and find outl]
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{  You have demonstrated an understand.mg that all of us experlence prob-
lans of one kind or another as a natural occurrence in our Job experiences

It is equally important _for you to realize that when most people have prob-
lems they find saneone to talk to. -'Why" Because they*waht someone to share
their problem, they want to feel accepted and understood while they are ex-
'per:.encmg problems, and they need someone to help them work through their
problems by LISTENING. /,‘

//f'. . .
- An effective l:Lstener is a great asset in any/work sn.tuatwn Research .
~ has shown that people who are percen.ved as good listeners are also seen as
| competent, mtelllgent dependable, personable, fair and trustworthy! Among
‘these characteristics are some whn.ch you will undoubtedly wish to acqmre as
/

you enter the -job market and strive for success

“The development of effectn.ve llstem.ng s{u.lls has an added bonus--you

| ‘can be truly helpful to other peoplel Whether or not you are planning to
enter a "helping profession" or are plannm/g to seek a career in goverrment,
busmess, or industry, helping others brmgs great personal rewards to most
people. Helping your co?worlcers ,‘to feel less isolated and.more understood ‘
.when they are bothered with a problem 1s l].kely to result in your feelmg
’very good about yourself Therefore, you can accompllsh all of thls--gen-
uinely helping others feeling good /about yourself and earning the respect

of your bosses co—workers and customers--by the development of just one - _

skill llstenmgl

. Now please tum to page 26.-
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Before we go on, try your hand at a review question covering the
material presented to tH:Ls point. Choose from among the answers printed
below the one which you/think best answers the following question, and

then turn (Z “he page indicated by your answer.
If I can become a good listenmer, my boss will probably think:

A. that I'm a pretty sharp person. Tum to the top of page 27.

B. that I listen because I have very little to say. ‘I‘um to .

the bottan of page 27.
. C. that I'm in the wrong occupation since I'm trylng to.be the
| | office ﬁsychiatrist instead of doing what I was hired to do.
Tumn to page 28.
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A. Vexy goodl "He or she probably will think you are a pretty sharp personl
'v ’.Ehe ab:Llity to-listen effectively is a skill greatly valued by all those who
are heard. Wat's more, people who are good listeners are not only perceived
by their suﬁefvisors as being sharp--they ARE sharp! . When you develop your
hstenmg SklllS, you becane much more in tune with the people arcxmd you.

You will be able to gain msights into how peoPL_ are really tbinking and
feeling, what mot:.vates them, and how decisions are made--characteristics
which most supetvisors value very highly! These abilities will clearly carry
‘you a long way in the wprld of work. Please tum now to page 29.

~

B. So you beh_eve that - your boss may thmk that you listen only because you

~ have nothmg to say? That is doubtful for ‘two reasaons. First, as we mentim—

i ed, research has shown that good llsteners are seen by their bosses and co-

' workers as mtelligent competent, fau:, trustworthy, and dependable--character-
istics which are very clearly associated with job succ_ess., It' s‘hlard to imagine
a person who has nothing to say possessing"all-of these dynamic qualities!
Second, as you will see later in this section of the program, effective listen—
mgmeanstmchmorethm notta]kmg Ifyourbossviewsywasagood
llstener -he or she will undoubtedly value that skill very hlghly Now tumn
‘back to the question on page 26. end” Lry another answer. '
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C. ©So....... e -you think that your boss might wondcr !t Yo e
doing in advertising (or banking or insurance or whatever) when your real
talents -éeem more suited to social work (or couhseling, or mwsing, ve |’
© . whatever). Maybe.....but doubtful. Beccming an effective listenet does
not mean t:ui:ning into an office psychiatrist for everyone at work who has
a problem. Remember that research has shown that good listeners are per-
ceived as cqmpetenﬁ, intelligent, dependable, trustworthy, and personable.
These characteristics seem more identified with a s{,lccess-oriented pro-
fessional than with a bleeding heart] If you develop your listening skills,
have no fear about your boss thinking that ;rou should change careers., The!
only job change your boss is ],_J:.kely t;c.a consider for you will be a promotion!]

Now tum back to page 26 and consider another answer for the question.

‘<~;_/’

(2]
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Now that you have a good grasp of the importance of effective
listening skllls in the world of work, let's tum to the task of develep-
ing your iistening skills. Perhaps the best place to start is to examine
five ctrmmn approaches to listening which we all use at one time or
another. Each of these approaches is listed on page 30 with a'brief
explanat:ion and description of the approach. Read each description care-
fully. Try to identify the approach or approaches that you nommally ;
employ vhen you llsten to others at work -Additionally, as you stu-iy
each of the approaches listed, make a mental note of what impact that1
approach is lz_kely to have on the person to whom you are listening. ]fn
your determination ‘of the overall effectiveness of each approach, ask-\ “
yourself this question:  "Does this approach to listening commmicate
to the other person that I am aclmowledging his or her meséage( and

understanding what he or she is commmicating?"

Now tum to i)age 30 for the descriptions of these five common approaches

to listening.



.

Oftenwhensamoneoouestomewithaproblemlorimtmylistenmg
to giving that person advice, suggest:l.ons or solutions, As T listen Itry |
totbinkupwaysinmidmthepersmcansolvetheprmmItryto _
cmwhcehimorhertodovhatlthoughtofbysaymgthingslike 'Maybe :
you should try..." or, "if I-were_in your shoes T would. .. -

" 2. Sanetimes when somecne ccmes to me w:.th a problem I orient my llstening
togivinghimorher SUDOrt or reassurance. Imaybe thinking L'Ttuspersm
really has problems...I' ll try to ‘make h1m or her feel better Many times

' inordertooffersupport Ifindmyselfsay:.ng totheotherpersmth:mgs

_lik!e "Things my be bad now, but they ll get better or, "I've had that
E problem too.. | V

3. I often find myself askmg a lot of quest:.ons of persons ccxm[ng to me -
with problems. In my quest for infonnat:.on about their problem, my - listenhg
o usually takes the form of. "who what where when, and why" kinds of questions. |

. 4._ Sanetimes I adopt a llstening approach to another person who has a pro-
'blem by offering either p031tive or negat:.ve evaluations and Judgments For

e //

‘even say to the other person, "You Ye not

- example, \I\th:mk to- mys
thinking straight. . ' or, you re too smart to have a problem like this

' ‘5, . Scmetimes I feel that if I can offer a person w:l.th a problan log:l;cal and

| rational ammmts then he or- she will see more. clearly and solve the problem. i

-Sowhilethepersonlstalking Ispendmyspare thought timebythitﬂungup
"cmbacks My response usually takes the form of scmething like "The facta, ”
'arethese,hereswhyyourewrong ‘ ' '

| Now turn to page 31 for a. closer look at these comnon approaches to listeru‘.ng ,
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Although th&e obv:.ously times vhen each of these traditional
approaches to llsten Ay may be appropnate or effective, none of them h
usually coummicates v the other person that he or she has been acknowl--_.
_-edged understood or really 11stened to by you. 'l’hat is, if you use one
| or more of these trad:.tlonal approaches as a general procedure ith others

habits"

at work who come to you to dlSCU.SS a problem, then your "list
are llkely to detract fmtn your bemg an effectlve l:.stener for

co—workers .

- To help you understand why this is.so, we will provide you with a -
more deta::.led ook at each of these trad:.tn.onal approaches to- hstening:
and the effect each of them is l:kely to have on the other person. The

"'.f:Lrst oomna{ aoproach g1v1ng adv:Lce or sur:estlons is examined on the
| - LieXt page. . .
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1. leing advice, suggesti.msLor solutions to other pe le 410 have problens

_can be an . ineffective listening a* roach for at least thre ‘reasons. First, your

advice may be premature Upon how much accurate informa ion is your advice based? 1

How mich informatlon are you or tli1e other person lacking? The problems most |

people have often mvolve vanous other people, s:.tuations, and experiences

giving adv1ce or solutions based:upon information fran Just one of these as-

pects of a problem is- hkely )26 be :meffective and nny even detract frcni the

person 's.. cmu.ng up with theebest solutlon to hlS or her problem qecond your
advice comes from your frée of reference—-m point of view--ml‘ fram| the _.

point. of view of the person who is aca{any living with the problem. Cillearly, |

no matter ‘how well you think that you may ‘know your oo-worker, advice or solu-
‘tions oonn.ng from you may often nc/:t "f1t" the other person 8 point of view-- d _
~ probably will not be an effective way for him or her to resolve the problem .
. Finally, if the other person blindly accepts your advice he or she may miss an

opportum.ty to resolve hlS or her own problem and, as a result, not 1mprove pro-

blem-solving skills for future difficulties. Ironically, meny people come to us .
“ asking for adv:Loe when vhat they really want is a listener ‘A good 1istener o
vknows that admowledgeuent acceptance, and understanding create the condlt:.ons
in whlch another person can solve hlS or her own problem, which in tun, affords

him or her an opportunlty to become stronger in the problan-solvi.ng prooess |

The conversation between George and Susan in the prevn.ous chapter is a
good example of this approach to listem.ng - When George told Susan that she

should becane more practlcal and leaJ:n more about production to. solve her pro-

: blem, she became quite angry at George s lack of. l:Lstening effurt

Now tum to page 33 for an examinatlon of another traditi.onal approach t0v

_ listening: giving support
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2. Youmayhave thought that since we have identifiedabas:.cneedin
all people ta be accepted and understood when problems arise, the offering -

of support and reassurance would be an effective appmach to listening
While it is true that peoplewhohave problems s need the support fromothers

N to f/eel less alone, it is also true that if anlz support is offered then
7 very 11tt1e will be accomplished in the  way of the problem—solvmg process.
That is, suppert by itself--w:.thout attempts to UNDERSI'Al\m--smetimes is

vexry ineffective as an approach to 11stem.ng For example, offenng support |
m.thout attempts at mderstandmg can possibly commmcate to the other

-perscn "I am tmcanfortable with your havmg a. problem, too; T want you to
- change from feelmg badly to feeling well; therefore, I'll SUPpOIt you so
~ you won t feel so badly--and so Iwon't, either." Although your oo-worker -
maygenuinelyneed and feel comfort J.nyoursupport he orsheneeds to be |
N wnderstood in di’.ffz.cult circumstances even more. Your offering only
vsupport or reassurance that. "th:l.ngs aren't as bad as they seem w111 likely
contribute to a fee].mg that you are NOT mderstanding since, for the
other person things m}jeem very, very bad indeed '

“_Now turn to page "34 for our examination of the th:er trad:.tional approach to.:

' l:tstening asking repeated questlons
4
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-3 As_kin:g_gm;st}_ms, such as "who, what where when, and why" maybe
helpﬁ.tl in obtam.ing meortant informtmn about the other person 8 pr /:
blem, but such questm,:s tend to distract the othe:r from resolvmg his
ox herx dlfflcultles Questions tend to be subtractive to commmication,
especially closed qtmsticns wh:.ch can be answered with only a "yes" or a :
o". That. 1s, once a q:uesticn :Ls answered that part of the oonm.m.catlon
is over; usually ancther question is- required to- get the oonversat:.on
going again. This can easily result in a choPpy, one-way, and short-l:.ved
dn.alogue ’I‘hese kinds of cmmmlcatlons very rarely allow your co—workers :
“an opportum.ty to emlore their- feelings and the1r problem - Later in this _
v program we will shesy you ways. to help your co—workers accompl:Lsh Jjust that
'w1thout peppenng them with questlons .There is, however another danger’
in the trad:.t:.cnal hsLening approach of questlonmg quest:l.ons may ccnvey
a 1istener attitude such as once we have this mformatim, we'll have the
'solutlon to your problem If your co-worker feels as though you are putting |
him or her on a witness stand in order to come up with such autcmatic solu-
. tions vwhich he or she was too b11nd to see then that co-worker is likely

to become resentful

Now turn to page '35 for an examination of the fourth traditional approach
- to 1istening glvmg evaluations "

43
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4, Making evai_l.uétions, especially negati ones, may clearly put the other .

person on the defensive, resulting in‘a clos‘ g of camnmicaticn. Remember

that the co-worker who has came to talk w:.th y probably needs to feel

- accepted and mderstood Your Judgmg hlS or her eelmgs or situation is
likely to convey ne:Lther acceptance nor understandi Once again, the con~ \,\

v'er"s.ation between George and Susan which appeared in previorué section |

illustrates this pomt George's evaluation of Susan's. lack of wnderstand-

' ing of Productlon (because she is a woman ) contr:buted s _’ i1 .

: anger w:Lth George for not trying to listen to her.

Even positive evaluations fall short of really helping the other person
solve problems by couﬁnmicat.ing with you. Positive judgments very often

-result in the other person's thmkm‘g "He's just saymg that--he doesn t
' rea.lly understand "

e ——— e
e ——————

‘\ ‘ . ) "

. Now tum to page 36 for an examination of the fifth traditional approach

ta listening: offering logical arguments-
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5.- Logical arpuments which commmicate disagreement with your co-worker's
pei'ceptims of feelinés about. the problem, whether offered calmly or heatedly,

very hkely can provoke more argunents risking a breakdown in camnmcation.
A person takes a risk :l.n sharmg a problem with us, If we pomt out where

- his or her thinking is inaccurate or illogical, not only have we NOT accepted
or understood the situation, but, in a sense, we have also pomted out a

| second weakness--that he or she is even now thinking :Lllogically. Usually,
our co-worker mll become defensive, resultn.ng in e:Lther suppressing or
forgettlng his or her original feelings about the problem. In other words,
.m our attempts at argtmt, _rebuttal, and persuas:Lon, we inﬁ;’bit_: .or’break'
down the aeceptmce and the understanding which is necessary 1n order .to
mutually resolve problems. | |

Turn now to page 37 for a review:of ‘the material presented so far.
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We have presented much maf:erial 'aboﬁt &aditioml. approaches to-
liséerﬁng; before we continue with the program, it may be helpful for
you tb try a review question. Choose from among the statements below
the one you think best answers the following question, and then turn to

the page indicated by 'your ~answ'er.

Why are each of the five traditional approaches to listening

geherally ineffective in helping a co-worker with a problem?

A. None of these approaches, if used exclusively, is likely to
D : .
, ¢ to commmicate to the co-worker both acceptance and under-

standing.‘ Turn to the top of page 38..

B.- None of the approaches really encourages meaningful cammmica-
tion; in a““§ense, each is subtractive, rather than being
additive, of\a builder of commmnication. Turn to the bottom

- of page 38.

v Both of the above answers are correct.” Turn to .the top of

G

page 39.

03
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A. You are partially corxect. As a general rule, none of these approaches
to listening really commmicates both . acceptance and mderst:anding although
each of them may be appmpriate :[n a particular situation. In fact, often-
tines these approaches ooumunicate the very opposite of acoeptanoe and

understanding There is another very important point involved in the ques-
tion however. Go back to page 37 and try another answer

B. You are perceptive to realize that none of the fJ.ve traditimal approaches‘
3 to 1mtenmg really encourages the co—worker to meamngfully explore his or her :
' feelmgs abaut the’ problem. In fact, these. approaches generally tend to de-

tract from such encwragement of more mvolved and meaningftﬂ camunication.

But you missed an :.mportant point in the questlon, turn back to- page 37 and

|
J

/

- [

try another answer.




C. Very goodl You have grasped Athe idea that none of'thesqe five traditional ,
appma.ches to i:.stening generally canmmicates the listener's acoeptance or
mderstanding nor do they encourage furth.r commmication at more neanmgful

levels. ‘We are NOT saying that you should never give suggestions or support,
ask questions, or offer judgments or argtments We ARE saying, however,

that none of these approaches commmicates to another person that you are -
really iistening! '

<r -

You may be wondering at this pomt how ydi, an anbitious career—
- oriented person can ever abandon these five approacnes and spend your days
In silence as an effecLive listenera Relax: youwon t have to- -give up
your gift of gab. Ccntrary to what many people think effective listening | |
is usually not a & process Q'.nte the opposite, effective listening a
is a very active process, requir:mg you to be constantly observing ‘think- |
. ding, and (":-.ually) respmdmg--abilities that are clearly well-suited for

a rising executive Therefore, by listening actively not on’v w:.ll you better

understand your co-workers bosses, and customers and be in a position to
"genumely help them as well but you w:.ll also commmicate your acceptance ‘
and understanding so as to encourage more meaningful commicatwn in your
workmg relationships with them,

‘ 2

Want to find out more about this miracle which "active 1istetﬁng"- ‘achieves?

/

Turn to page 40.

TWV"—'J-'".'”—_ _

. QN
A




Active_ listening is a non-judgnental attempt on one perem's'-part'tq *
help ‘another person expiore a problem. | To listen acti;relf one. m[\.st not | |
yield to the :anulse to console, expla:n gi.ve d::.rections or argue Active
listening means not miy listening to another person 8 words but also
usmg all of your senses and skills to ]ls.u’i to that pemm 8 entire , |
message, based on your perceptions of h:Ls or her thoughts, feel:mgs. be-
"havn.ors andtheutuatlmmwhlchheorsheisinvolved :

Actlve listening is composed of two mterrelated gkills: - attending

and enpath:.c responding Attending gkills put you in a posn.tion where you.
may listen act:.vely, they are a set of nonverbal gkills which, in a sense,

__set the stage for you to really pay. att:entlon to what the other person is

cmmmicatmg Attending skills also catmmlcate uonverba]_]_y to the other
person that you ARE mdeed accepting, tmderstand:ng—--LISI'mmGl gngathi
responding skills allow you, the active 11stener to ccummicate to the :

other person that you are acknowledgmg and understandmg ‘him. or her, as well
as to encourage the othexr person to bu:le upon the cmmmmation in ‘mean- '

ingful, problem-solving ways.

The remainder of th:.s section of the program w:.ll expose you. to the |
sk:Llls of attending and e@pathlc respond.mg as well asg glvmg you practlce

exercises in each of these areas.

N
Turn now to page 41.
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-Here is a test of your mdersta;nd:ing of the skills of active listen-
' Ing that you have gained so far. Remember that your attending skills put

you in a position where yemnp\.y pay close attention to all of the messages
the other person is sending. Your empathic responding skills involve your

camumicating to the other personthat you acknowledge and understén_d the
messages he or s;hg is senc;:mg Examine the events described below and try

. to identify eacﬁ.activi_ty as either attending or empathic responding, and
then tum to the next page to see howwellyou mdérstmd this basic
difference between these active?_listenihg skills. .

A. Joan observes Bob's clenched fists and tight jaw in their .
conversatio:i and realizes that he is angry, even though his
words exp.ress' calm (attending or empathic responding?).

B. Mary says to her co-worker, "Tom, ybu seem to be discouraged
~ because y:m thought that you did your best on the report, but
your boss found a lot of tlnng}wrong with it". (attending or

empathic responding?).

C.! Bill says to Alice, "Well, things are bound to turn out all
| right next week'" (attending or enpa\thic responding?).

\

N,
\

\
JREEAN

(¥

Now tum to page 42 to compare‘your answers with ours. \\_\
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" A, . Joan is dammatrating her at:tendmg sk1lls by observing Bob's subtle |
nmverbalcanmmmtim Shelsplckmguponthncluesliobisgivingher,
as well as identifying the fee.lmgs he is indirectly expressing about his

probiem’. Joan would not have identified tm.s subtle clue if she were not
| vattend'ing' -+~ she may have been diverted by his calm words. -

B.” Mary is’ danmstratmg the skill of empéthic responding by commmicat-
- ing to Tom that she understands his feelings of dis"com:agément gbout - the '_'
report Tom is 11ke1y to feel understood bv Mary and may now feel encouraged :

to" explore his feelmgs even ftn‘ther

, G Didwe catch you?? B:Lll is NOT demonstratmg any active ustx""‘ﬂg
skills, instead he is trying to offer Alice reassurance. You tm. Seie chat
EELI (as illustrated by this exarple) is quite different. frcm @ thy -
(:.llustrated in "B z'*)ove) Alice might feel somevhat comforted by' Bill's
sympa.thy; but' /she\n.\s not very likely to feel understood by him \

4 P

B Now. turn to page 43 for a .closer' look at the skills of attending.
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Attendmg ska.lls allow us to accamplish two things in oux act:.ve listen-
mg to another. First, they plaoe us in a position where we can 1isten o
act:.vely By employmg effective attend.mg skllls we make curselves more -
aware of all the messages moth& person is sending 1n his or her cammmica- -
-tion. Second, our attending to another commmicates nonverbally that we.
are open accepting, and really trying to listen.- And we can accompllsh all
of- this w:.thout even lsaymg a word!

Somds*'pretty easy" Well, 1t isn't dlfflcult but it may take sama
'practlce, espec:.ally if it is ﬁecessary for you to correct some long-stemdmg
llsterupg hablts. We all know people who never seem to give us their full
attention. While we are talking they may fidget walk around the room glance
aﬁ the clock, or take notes. Whm someone is not effectively attending to us.
we often feel as though they re not interested in our problem——or in us!
will remenber.fran the previous chapter the cmversatlon between George .and
Susan how Susan felt as a result. of George's not paying attention to her. ,
She wés exasperated and angry at his refusal or inability to listen to her.
George might have been able to tell her precisely what words she had spoken,
but, very clearly, he was not really listening to herl Even if the other
person may insist that he or she "heard every word we said--and can repeat
it back to us exactly as we said it" we continue to feel uncomfortable dig-
tracteu, znd unheard. In other words' we want more than another person s
abllltv to repeat back word-for-word what we sald-—we want THEM--their

comlete attentmn!
Tum now to page 44 to find out more about these important attending.skills.
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Effectn_vely attending to another means flrst Ehzsn. 1y attendmg
You can learn and develop effectlve phys:.cal attendmg Skllls by remem-

‘bering and practicing five specific behaviors, Wthh spell the word:

F..A..C..E..S

P
F.....Face the person squa:el}\',

| AL, .epproech by 1eaning sl‘ightly. toward the perem,
C..... Compose yourself in this posture, )

E.. - -Establish eye contact w1th the person, .

S..... §pace yetttself at v.a proper .distance frcm the-pefsc;tl.

Let s take a closer look at each of these behaviors in greater detail.
Turn to page 45. - ' R e
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E’. ....... Face the other persan openly and squarely This posture demon
- ~ strates unrol\zmt with the perso:* . wmmmicating, "I am
available to you It ncnv"rb iy c.xmxu.cates to the other |
persmhawalert youare and how much :Lnterest youhave mhlm
- or her. Tuming your body away may commmicate that you are
withholding part of yourself Facing the other, person openly
. and squarely signals that you are avaz_'lable to listen.

Turm to page 46.
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A.Approach by 1eam.ng slightly towards the person. This iz a -
non-defensive posture which commmicates your willmgness to
become involved.. Crossed arms or ]egs may signal 1essened
involvement--or perhaps even guardedness or suspicion
Slouchmg hands behmd the head or feet up on yom: desk
can possible convey‘boredan or disinterest. Adopting a

posture. which positions you in an approaching mam;ef commumi-

. cates your willingness to be open and involved.

Turn to page 47.




47

Covvrnnn. Ccmpose-yom:self- relax in this positian. Canposun'ev is likely
" to commnicate to theotherperson that you are “athme"with
\
him or her, Adopting the FACES behaviors too rigidly or too

\
< tensely may 51gnal a lack of genuinene.ss on your part.: Too

\
\

much relaxation can also convey boredom and disinterest.
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E..... ...Establmh eye contact Many of our feelings are expressed in
the eye contact we have with others Not only are many feel-
‘mgs oonmucateﬁthrough"themeetmg ofoureyes but
‘effective eye contact is a simple acknowledgement of each
other & prevence. Eye contact can be ineffective if it is
too prolonged or :Lntense (a. fixed stare) or too short and un-
involved (a blank look); eye contact can become too intimidat-
ing if it is used a11 of the time-or it can signal disinterest
| if it is used too infrequently. A balance of all of these
variables, length intensity, and frequence, is therefore

necessary to establish effectl.ve eye contact.

Turn to page 49.
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- S Space yourself at a proper distance from the pérsm. The distance
| which you establish between yourself and the other persdn can |

) signify the degree of "closeness'' or intimacy you are intending
to allow. A distance of two to four feet is u.cn.:a..llj}7 the most

' 'approPriate for commmication between co—Workers. This amount
of space generally coumunicates neither too much intimacy nor
too llttle involvement. Not only is the amount of 8pace which
you establish between you and the other person 1mportant in your
' commmication, but the physical objects between you and the .

- other person are also mgnif:.cant For- example, posiitiming.
yourselves in such a way as to have a desk between you might -
'mhib:.t observation of the subtle, nonverbal messages being
gent in the comm.nlcation 'Iherefore, insuring that "nothing
stands between you and the other person' is both literally and *

- figuratively: importént_ in your counnmié}at:‘ng'éffect"?nely with

one another.
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We've cavered a lot of material concexning physical at:tehding. Let's
stop here for a.nmment and check w on what you have just leamed. Try
tﬁis question: ' -

Review Question No. 1:
o y
Without turning back to the pages that you have just read,
name 5 specific behaviors which you can practice to
effectively attend physically to andther person while

listening to him or her.

—_—
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F..... Face the other person openly and squarcly.

A..... Approach by leaning slightly towards the person.

- Coenn Compose yourself by relaxing in this posture.
‘:\ E..... Establish eye contact with the person.
S.....Space yourself at an appropriate distance from the person.

If you had trowble remenbering any of the behé\}iors, turn back to -
page 44 for more study, and try Review Question No. 1 again. If you were
able to list all of the physical attending behaviors, congratulations!

. -

Now tﬁrn 'to page 52 and try the second review quesi':ion.
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Review Qu:éstion No. 2:

Answer "true' or ''false'' to the following statement/, and then

tum to the page indicated by your answer.

_ Without even sayirig a word, the way in which I physically
attend will. comumicate how willing I am to be available,

to be open and involved, to realiy listen to the person.

True..eveennnsn turn to page 53.
False.......... turn to page 54.
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True. = Vexry goodl You have a thorough grasp of the Importance of

physical attending and of the specific attending behaviors in_wlvéd1

You have leamed that the way mwnlch you attend physically commmi-

cates the degree of which you are available for listening. Nows you

* are ready to examine another jattendirigﬂ gkill. Please tum to page 55.

-
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_Fals;e . This is the wrong answer perhaps you didu't understand our
quéstion or are stil.-l unsure about the physicél?“at_tmdiﬁg gkills and
 their importmceln effective listening. ‘Take scme tim;e.now to go back C
to page 4h to review the material on attm_ding and ti'y t.he ‘revigv

questions'm’page 50 and 52 again. ‘

\
_ -
\ - | //

- /

/

/

-/

. J
.

V0.
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You have ‘seen that physical attmdmg to another sets the stage for
R being copen and aware to another s cammmication: by using the FACES
behaviors you are more likely to use ‘all of your senses and abilities to
| HEAR the ather's messages. Addltionally, use of the physical attend:.ng
skills signals to the other person that you are open and available for
h.ste:ﬁ.ng therefore encouraging his or her further cmmmicaticm at more
meamngful levels. But there is another attending sk:Lll vhich is needed
to canplete the attend:mg plcture---ps@ologlcal attending,

| - Psychalogical attend.ing means maldng a conscio_us decision to giveb
another our total, undivided 1istem.ng attentlon. It means'.to suspend
Judgnents and evaluations .of what we see or hear, to resi.st both personal
/concentrate on
all of_the messages being sent by the other person. For exampie, messages

and env_lromnental distractions to our listening, and to

* you may receive are the other person's words: but Mds are often only
the tip of the cmlmnicatims_ icebergv.. Social scientists vspecu'late that
conmﬁmication is generally accomplished by only 7% verbal messages ,

- 38% paraverbal messages. (vo:.ce intanations, rhythms, mflectians etc.)

and 557° nanverbal messages (body postures and gestures). By attendmg

psychologlcally we are able to concentrate on all ‘of these types of.

messages: verbal, nonverbal, and paraverbal.

| ‘I‘urnnow to page 56 to find out more about the. kindvs_ofvnmverbal and._
. paraverbal messages psychologie}zil attending helps us .to recelve and to
‘understand. B LA \
| 71
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‘ Th our discussion of th'e.phys:[cal attending skills, you lear/erd how
waccmmi/aatenomerballytothepersm towhanwe are listening. *f we
attend peychalog:[cally by concentrating on s:‘mﬂar nonverbal’ cues that w2
receivefmnamther mcmexpmdourmderstandingofh/{sorhertotal

-cmmnica::im let's try an exercise, begiming oo the/next page, that will
111lustrate how psychological attending to Eaverbal cues will ensble us to
reeeivemssagesvmichmaybe obscuredor contradictedbyaspeaker 8 words.

" Remember that paraverbalnessages ir nlve the way/in which another persan
speaks to us: his or har woice intonations, :lnfl{ections or rhyttmsr«/'ﬂﬁﬁ/
i1lustration will test your ability to psydmhgimniﬁcﬂ 5-paraverbal
cues. Youw:.ll seehowaspeakers tone, rhythm, inflection, andterpoof
speech might become indicators of the speaker's feel:lng messages Now tun

topageS?tobegintheexercise

=/

/
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g For our exercise in psychological attending to paraverbal cues, we will
use these words of a speaker: "I don't care whét you do." Try tc determine
vhat the feeling message might be if each word in the sentence is emphasized.
Reading each of the printed statements alpud, emphasizing the underlmed word

- in each statenmat will help you determine the feehng message behind the |
| words Whm you have completed the exerc:.se, tum to page 58.

Stéte#e:l_t;_ . " Feeling Message

Idm't caremé.tyou.do. : | 9
IDAN'T care what you do. o | ?
I don't CARE what you do. S | 7
]; dar;"t care WHAT you do. ' , 2
I don't care what YOU do. o | 7
I don't care what you.].lO_. - | -1
.II.)(IQ'T~CARE WHAT YOU DO. - 2

; /
i.\ ;
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Statement

I don't care what you do.

L DON'T care what you do.
I don't CARE what you do.

I don't care WHAT you do.

I don't care what YOU do.

I don't care what you DO.

I DON'T CARE WHAT YQU IO!

58

t
Feeling Message

I personéllz dén't care.

T really don't care at all.

Do as yoru please; don't bother me, .

You have complete free choice; 'do
as you want to. . y

- I don't care what you do, but T

care about what. others do.

It's what you don't do that bugs me.

Just get out ofmy office right now! -

|

\ .
\ .

Now tumn to page 59 to find out more about the skill Qf attending psyc’mlbgical?l.y.
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-You can.s'ee' that psychologically attending helps us to tune into the
real messages of another person. By giving our total, undivided attenticsm,
suspénding juﬁgmmts, and resisting .personal and envirommental diStract‘{onS‘,
we become able to concentrate on.all of the messages being sent to - us by the
_other person, vhether they are wverbal, paraverbal, or nonve;bal You should )
realize, however, that smefines ‘pecple are véry easily seduéed or overwhelmed
by the princip1es of paraverbal and nonverbal commmication. This can happen
by placing too much emphzsis on these types of nnéssages and In ‘so' doing, com-
pletely ignoré the véx?pal Tassages. Chérly there is darger in this practice.‘
Active llstem.ng depemlxtmcn your ability to use all of your listening skills
to discern and process all of the commmication being sent to you, noﬁ to reljr

on ybui: paying’ attention only to oné type of message.
/ .

You/la/y be thmk:mg rlght now, "I can see how the skills of physical and
psychologl.cal attendlng are 1mportant to hstenmg but how: do I know if I'm
using these skills effectively?" ’

Well, part of your answer is on the mext page, so turn to page 60.
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Very clearly, the éuccess or féilt#e of our attending skills lie in.'the
pereeption of the persen we are listening to. We may be the most effective
listener in the world, but only if the person to whom we are listenmg feels ‘

. ~that we are indeed- attending to them will our listening be truly effectlve |
That isn't as difficult as it sounds: there will be clues to help you deter—
ming whether or not the other person perceives that jou are attending. A .,
if you are actually physically and psychologically attending, then you will
pick up on these clues and adjust your behaviors accordingly.

Suppose, for example, that ancther person is talking to you about a pro-
blem he or she is having and suddenly stops and says to ‘you:.

I can see that ydu're busy. T' 11_ come back lz;tér ..
or,

You haven't heard a word I've said “e
or, .

Nevér mind, I'll talk to someone else ...

These are pretty good clues that in. splte of what you may think about
your attendlng sk:.lls the other. person doesn't perce:.ve you as attendmg—-—

or listening!!
/

Tum to bage 61.
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/

On the other hand, suppose that the person with the problem says:

~

| Hey, I really apprecia;te your listening to me\ .
er,
Thanks for taking the timé to hear my point of view ...
or,
Yes, that's exactly nghtl That's what's bugging me!!

These are clues tﬁat tell you that the qthei: person does feel as though
you're attending--listening--to him or her. Genei‘é.lly, as you attend to
another and perceive that the commmication is clos:.ng up, becommg circular, -
slowing down or experiencing res:Lstance you may use these clues to adJust
. your attending behavior. Or, if you ple up clues that tell you that the
ot:\her person is becam_ng freer in his or her connnmmatmn, opening up, or

explormg feelings more deeply, then ‘you will know that your ‘attending and

listening behaviors are effect:Lve

let's stop here and check up on what you've leamed so far; tum to page 62

for a review.
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Suppose that your co-worker, Joe, is talking to you about a problem he
'has W:Lth product:.cn deadlmes He sounds angry. Suddenly he stops and |
says, "Oh well, it's not your problem I 11 see you 1ater, ' and he leaves
abruptly.. What do you suppose Joe is likely to be thinking as he goes out

. Select either sfatement "A" or "B'" printed below which you_}_}thitik' best
answers this question; and then turm to the bage indicated by your

answer.
A. that for same reason I was not interested in hearmg
'what he had to say....tum to page 63.

_ B, that I was 1isténing but suddenly he figured out a
' solut:.on on his o@ and wanted to hur:ry back to put

it mto action....tum to page 64
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Acuno... That's right! Although he didn't cpenly express his thoughts,
his behavior (changing the subject and abruptly leaving) is a.

good: clue that, in his perception, you did not seem interested
in his problem. You have veryl accurately grasped the important.
cancept that attenﬁng, or nonverbal couimmication, is best

assessed fram the point of view of its receiver.

Now turn to page 65 for another review exercise.

80




64

B.... ...Pugsibly, but u',tlikély. If you had been vcareﬁ.tlly attencﬁ.ng £
|  Joe bad suddenly realized haw he could solve his problem, he would
- probably have reacted much differently. He might have shown
excitement and told you he just thoughé of a solution. . He migilt |
‘tLave thanked you for listening and perhaps diséussed his ideas
for sélﬁpg his problem. His words ('it's not your problem") and
his behavior (changing the subject and leaving ebruptly) seemed
to be his indirect way of ccmmmxcatmg to ydu that he felt
put-doc'«'m and unheard; - In other words, Joe provided you cldes

that, in his perception, you did not appear interested in his

problem or111 listening to him.

!

Perhaps it would be' a. good idea for you to study this section again. Tum -
back to page 60 and reread the material presented on the clues others give
us concerming our listening effectiveness, and then try the exercise on

page 62 agam
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Here's amother exercise for a review of the principle that physical
and psychological attend.mg can prov:.de cluss which will tell us how
effectively we are lls"enmg Read each oiwworsaticn carefully and then .
ge: if you can deteru_nne if Jim is ln.stem.ng effectively. What clues are

* present to indicate Jim's listening effectiveness?

I1lustraticn No. 1:
. ﬁ;’-k

Melissa (visﬂ;.«’ay upset): I think that I really messed up that job | | P
' / interview...I just.can't afford to miss ’

/ getting it...what am I doing wrohg,/anyway?

Jim:  Well, things may be badmow, but they 11 get
better. I should lmow--I've had ‘that" probla\n :

before, too.

Melissa: | _ o \ But I haven"t.had a good interview in two

months! I'm getting nowhere fast!

Is Jim's listening effective or ineffective? What clues ‘doec
Melissa provide us '(arid\ Jim)? Twmn to page 66 to compare your

answers with ours. . | |
o/
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You way have ncticed that Jim was /tzx:/ymg the support and r'eassuranéé} 4
‘approach to listening and that he wz/is/ MOT being particularly helpful to’
Me.llssa ~ We can tell that Jim was not listening fo Melissa by the clues
‘she gave ‘him. Her use of the ﬁord '%uﬁ‘;/wunnﬁiééted resistance to Jim,
as if she were saying, ''but you don't understand how I'm feeling abouﬁ
this..." Also, her statement that she was getting nowhere fast might well’
apply to her ccnversatibn with J:Lm since, in a sense, their discussion =
was going nowherel If ‘J im would r}?w practiée effective atte%ndkxg skills
and could become an astute observeti: ~f the clue Melissa is offering him,
he might turn the ciirectibn of their cm§ersation from becaming increas-
ingly closed to bécoun‘ng 'more.open ana more neanmgful Jim could respond
to Melissa by saying, 'you sound reélly‘ discouraged ahbout finding a job you
‘want and you seen confused about how to de it." This kind of response would
cqnﬁmicate to Melissa that Jim is payinfza;ttention to her, understanding
her, and 1lstenmg to herl | She might then begin to exploxe her Iproblem more

| deeply with Jim, and therefore set the steige‘ for its resolution.

Well, did your answer pretty much match ours? If not, go back to the
illustration wi page 65 to s2e where and how.you differed -before continuing

on with the program. If your answer was similar to ours--comgratulations!

o
LR

TR
Tum now to pége 67 for 'anothei: exercise.
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Tllustration No. 2:

Mary (nervously): ' I jus: don't know what I'm going to do with
..nat secretary Every time this week that
.'ve dsked her to do something, she's snapped -

at me.

Jim: _ ' You're really having p‘roblanl with her. I can
| see that this is worrying yo.u,v and you j‘u_st
don' t know what to do about it. .

Mary: ‘ That's right! I don't know what's bothering her.

Jim:- : It"s reallf’éiscouraging.not to know what's -
- causing her to act like that.

Mary (thoughtfully): Yes, I haven't talked with her about it, either...
- haven t really 1ooked beyond my . deadlmes Maybe
if I speak with her I can find out what s been

bugging her. Hey, thanks for listening...

"

Is Jim's listening effective or ineffective? What clues does
Mary provide us/(and Jim)? Tum to page 68 to compare your

ia/nswers with ours.
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You were probably sble to tell that Jim's listening in this case was
véry effective. One of the clues he had fmmMa'ry to assess his listening
" ‘was her m.llingmess to explore her problem. When she said "That's rlght "
- she gave Jim an excellent clua that he was right on track with his attenc’.mg
and listening behav:.ors The Lcmg on the cake was her final comment,

"Thanks for hstemng .." Jim must have knom that Mary- really felt listen~
ed to by Iu.m

Perhapé you obsérved that Jim's effective listening did not mean that
‘he was paséive or silent. Instea.d' he was- -Nery active in his listening.

A You may have also noticed th;‘* in s:his :Lllust:ratmn Jun used none of the
\

\ five traditional approaches to 11.stemng Instead he identified her feel-

»u\}__\ ings and nm-gudgzmtally. cammunicated to her his understanding of her
messqées. In-each case his response enco%éged her to open the lines of |
‘commmnication between them. This kind of response 1n 1istening we call

- Vempathic' responding." '

Turn now to page 69 to learn more about empathic respending.
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So fac you have .leamed that a good listener is a ﬁgrceptiﬁe listener.
The pertagtiw Hstenar uses all of his or her senses abJJ.tles, and skills
in physn.cally and psychologically attendiiy; in order to wmderstend the total
message of the other person. But effective listening requives the trans- )
latix;f these percept:.ons into action. The effectivw listener is = 2 doer,

not a p/ sive or silent partner, the effective listener is an ACTIVE LISJ.‘ENER!

Enpathlc respondmg is an extremely effective way to translate listenmg
perceptions into actlon Wh:Lch in turn, will encourage more open and meam.ng—
- ful. commmication. Empathlc responding means to accurately understand all of
the messages bemg coumm;Lcated (verbal, paraverbal, and nonverbal) to
:.dentlfy the 'feelings camumicated with onbehind the messages and then to

: convey both aceéptance an ’"d understanding of those messages to the other -
" person. Empathic respond.mg tums perceptwe listening- into helpful and
productive listening. |

- Now turn to page 70/for a review. -
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Let's stop at this point to check your understanding of empsthic

- responding. Ansier "true” or "false" to the fbllowing statement:

If a person is extremely 'effective in empathic _'i":espon'ding,
~ then he or she doesn't need Amany attending skills.

CTrue...oeeiiii e, turn to page 71.
FalsSe..oeenrernennnnennn tum to page 72.
&
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True. | you are incorrect. .  Reneaber that empathic responding dependa
1pan effective attending skills. Cur being able to physically and psychol-
ogiceily atf:end to another in our listening makes it possiblt\a to perceive
all of the messages being comumicated. It would be quite impossible for
~us to effectively respand to our perceptions withoﬁt a solid base upon which
| to develop ﬂmse mderétmdingg. Attending skills give us that solid base

| for effective empathic responding. Go back now to the question on,pége 70 "
end try the other answer. .' |
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False. | Vexry good! You are correct. You have quickly understood that
being able to empathically respond depends upon. our ahility to attend
effectively to the other person. Effective attend:tng behavior comes: flrst
only then are we zble to fommlate our mderstand:mg of the message, ‘
1deniciiy the feelings that are conveyed with or behind that message, and
empatfﬁ.cally respand .to the other person. |

" You way be wondering at this'po , "I know how to put myself into
a positlm where T can receive all of the messages--1 need to attend |
physicaily and psychologwally I know how to tell 1f T am being eff\. ctive
in my iistening--I csn attead to ‘the clues. But how can I formulate accu-
rate mderstandings, 1dent.1fy feélﬁlgs, and make up eﬂpathicl‘ responses?"

Tum to page 73 and find cut!!
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Your ability to develop accurate understandings and to identify feelings
that a pexson has about a problem depends upon your ebility to be EMPATHIC.
Empathy may be defined as the sbility to understand an idea, a concept, a

situation, or a feeling from another pers;n's viewpoint. Being empathic
means to become aware of what it's like to'be in another person's shoes, to
feel as he or she is feeling. Instead of using spare thought time to think
up ways to counter another's message with an argument or to ~pe1.)per him or her
with quéstims, you can develpp eﬁlpathy by asking yourself questions while
you attend and listen to anathet. These kind of empathy questia'ls may be:

quat do I think the other person is sensing or thinking?
What do I ‘think the other pe'r'son is feeijxxg?

. What clues is ti:le other person giving me?
What would it feel like to ba the othe;' pefson right now?

If, by usme; empaf:hy skills, you are able toi identify the feeling intent

/b/ ind the other pgrsm's commmnicatia:, you can build upon that to further
“the commmication between you. BEmpathy skills will' canmnic;a.te both accep-

tance and understanding to the vother person and will encourage him or her to
‘explor‘e.or focus on féelings, look at the prdblem in new ways"-,l and disé'over

workable resolutions for the problem.

Sounds terrific---right? Tirn now to page 74 to learn how you can develép Y

- /

these magical empathy skills...... ~ . /
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You've prohably slready guessed by pey, .-+ there is 1o mag;c way %
you t0 develop your emPéthY skills. Yoy'qp pav® 'O Work and prgopice 2t
it. The yematnger of this section of the/ Progfafﬁ will be devoyg to Practic-
ing the iderltificat' 1 of feelings associgred vith the camnmicatioﬁ of
OMS and the for ation of empathic r’espcﬂses A Butv, In orde, to become
efFECtIVe at youp empathic Tesponding skipys, YO L1 haVe to geyplop these
gkills in a res job situation with reay peopl®” where these gpy11s really
it . .

G S
e ® . v
\ . o . e
o L4 g i

Now tUm to Page 75 Ato begin practi_cing mpathic"respcndjn& |

w
o0
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Let's start with learning to identify the feelinga'that may or may
not be clearly stated by the other person. Read each statement printed
beigw and then try to i&eﬁtify the feelings which are expressed. VWhen
you have studied each of the four statemenﬁs, turn to page 76 to. compare

your answers with.ours.

A. "My boss told me today that I've done better work than she
thought possible. I knew that I could do it if I worked
hard--and it really paid off]"

B. '"No one in the office likes me...it seems that no matter
what I do or how hard I txy, T can't please mﬁody. Why

do they have to be sO mean?"

C. '"I've been here eight months now and T haven't gotten
a raise...John came here the same time T did and he was

promoted two months ago."

D. "I can't believe it! The shop got every order out on
time--and even got tomorrow's shipment started before

| quitcing time!"

Now turn to page 76 to compare your answers with ours.
. \ '

\ /
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Statement A: "'My boss told me today that I've done better work than she
thaught passible. I knew I could do it if T worked hard--and
it really paid offl" " '

Feeling.: happiness, excitement, joy: any of these feelings, or
others like them would be accurate.

. Statement B: "No ane in _the office likes me...it seems that no matter what
I do or how hard I try, I can't please anybody. Why do they
' ha\}e'to be so mean?" |
Féelingg: sadness, isolation, 10ne1iness, discouragement, confusion:
any of these }f.eelinjgs. or others like them, would be

accurate.

i
y

Ttatement C: "I've been here eight months now and I haven't gotten a raise. ..
~ John came here the same time I did and he- was pramoted two
Feeliﬁgg: émfusim, impacience, irritation, angér_, resentment:
any of ‘these feelings, or others like them, would be

accurate.

Statement D: "I can't believe, itl 'i‘he shop got every 6rder out on time--
y and even got tomorrow's order scarted before quittir;g tim!"
Feelin, ggé surprise, delight, happiness, excitement: any of these
~ feelings, or others like them, would be accurate.
How did you do? Did your answers cémpare favorably with ours? Just to make sure
that you are proficient in identifying the f,eelingé. e:xpréssed by enother perzom, |
try a similar exercise, beg:l}rming on the next ?age. : |
- 34 |
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Listed below are four more feeling statements: read each statement
caxefﬁlly and once again try to identify the specific feeling being ex~
pressed. Then tum to page 78 to compare your answers with ours.

A. "Bob just turned his back on|me...I really thought that my

idea was a good one, but ‘he just walked out.,.

B.. "I know that I shouldn't have\tmsted the report to that
secretary ' She always messes| things up.'

©C. "Production adopted my ideal! T thought that I would have
to fight them tooth andnail..!but I didn't--they just

accepred it!"

D. "I haven't hea d from anyone abou th,at Jjob interview I had .
last week...I thirk that I did

11 and I know I answered

his questicns...but I just haven't heard."

Now tum to page 78 to compare your answers with ox';rs

35
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Statement A: "Bob just fumed his back on me...I really thought that my idea
' was a good one, but he Just walked out. ,
l_:\_ng oonﬁ.lsed angry, t'roubled 1rritated sore: -any of
these feellngs, or others like them, would be accurate

Statement B: "I know that I shouldn't have ‘t:rus\,'ted the repo’i't: to that

secretary. She always messes things up.; i

i

Feelings: angry, SUSplClOU.S msf-lustful dlsgusted fed up: any
of these feellngs, or other 1ike them would be
accurate . //

e
/

//f' =

Statement C: "Production adopted my ideéf:l/ I thought that I would have to
VE \ ' .
/ | fight them tooth and nall .but ‘I"didn't--they just accepted it!" .
; Feel_mgs: elated, del:l. ted surprlsed exc:Lted any of these |

feellngs o / otl'{ers like them, would be accurate.
/

Statement D: i'I haven't heard fro: anyone about that job interview I had
last week. .. thirk that T did well and T know that T anshered.
his questionms...but T just haven't heard "
‘ .} Feelings: confused /but‘ sotiewhat con'fldent anertair but hopeful :
" any of ‘these feelings, or others like them, would be
accurate. . ' o ot | .
./ . . ,
\‘ \\ If you had trouble in identifying any of the feelings 'expressed'by these state-
o ments, stop now and tuc back to page 77 for more study. If not...congratula-
tions! Turn now to page 79 for mo_te exercises which will help you d‘eveloo your
' empathlc responding skills. : B , . |
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You'll remember that an accurate understanding of another's feelmgs
.about a problem (anpathy) is ‘:insufficient by itself 1n active 1istening. We ;
- need to translate that mderstandnng into action: we need to commnicate
'both acceptance and understanding to ‘the othel; person by using the skill of

empathic responding.

Enpathic responding does not involve the glving of advice , evaluations,

AN

.
arguments, or thejasking of questions. By using non-Judgnené responses
| wh:Lie we act:.vely listen to another we camunicate acceptance. By makmg
our respcnses based on an accurate 1dent1f1cat1m of the other person's feel-

mgs we commmicate understanding. - And, by cam;unicatmg to the other person

» /
that we are acceptant and understanding--that we are LISTENING--we encourage

more opea and more meam‘ngful commmi cation.
1}

‘One relatlvely s1mple way to respond empathlcally is to use the followmg

" sentence outline: You feel. e \ because

This kmd of statement'cdummicates acceptance ‘because it does not evaluate,
. give advice, Or present arguments. This ' type of response outline also coumm.c— )
ates to the other perscn that you have :|.dent1f:|.ed the feelings associated with
the problem-- -and that he or she was, bemg, hea:rd! Fmally, this type of response .
outline lays the gromdwork for the othe/r person to open up the lines of"
ooumxn.catmn at deeper, more meaningful \1evels.

\

i

’\Icw tion to page 80 to leam more about empathlc respond:.ng using ‘this bas1c

sentence outline.

a7
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Let's see how this basic respopse outline (you feel

' because ) would work in one of the examples of feeling

' statements presented so far:

| /

Statement: . No one in this office likes me...it seems that no matter

. : - : P
- what I do I can't please anybody. Why do they have to be
so mean? ' ' o ‘
R Resg&i"ée:_ . You feel reallz' down because pedple aren't friendly to Jou

"
v/
/

g

You inay have noticed that the simplé , basic response ‘ocutline did not merely |
paxrot or pai'aphrase the feeling statement. The response cc'nmmica'ted,, an
acceptance and an Lmderstanda’hg of feelings which were somewhat below the

~N . :

surface of the original statement. D

v -
h

' Now tum to page 81 for an exercise in formulating empathic responses.

-

i
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Pnnted below is a feel:[.ng statement which we've used before in the
_program, followed by two poss1ble ‘responses. Choose the responre which

[§

- is most appmpnate for empathic respondmg and tum to the page :Lndicated

to see how you dld -

1

Statement: . I know that I shouldn't have trusted the report to
i that secretary. She always messes tl'u.ngs up

w

P A

'-Response A. . Youb'feel fed up with your secretary because.you . ‘
think she does sloppy work. Turn to page 82.

et

Response B. I lmow how you feel I ha,d a secretary 1ike that .
: once. Turn to page 83.
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M& Very goodl You oorrectly idtmt:tf:.ed that this response
ccmnmcates an mderstandmg of the feelmgs which underlie the words

\
' of the statement in a non—;;udgmmtal way.
) N
.
o
/ o /’/
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Response B.. This is incorrect since the respons'e does not commmicate
any J_dentlflcatlon of the feelmgs expressed--it merely states, "I know

'_ howyou feel." In effect all th'.LS response offers is some _L_IEEort it

-conveys very 1:Lttle mderstandmg Addltlonally, this response moves the

focus of the conversat:_on away from the person who has the problem thereby
| giving him- or her 11tt1e 0pport.m:Lt:y to explore the problem or ultlmately |

resolve »1t. .Go back to the questlon of page 8l and try the other answer.



o
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Let 8 t:ry another exercise in empathlc responding Read the following
: statenent pr:tnted below and choose the response vhich you th:mk is the most
appropnate for empathic respcndi.ng Then tum to the page indicated to see ;
.hmyom:mswercouparesmthours ' ' ' ‘
: . b
Statement: " ,' .~"My boss told me today that I've done better work than' o
_ : '_ she ever%@mt—possn.ble. I knew I could do it 1f I
- worked: hard--and it really paid offl" |

- Response A. "You feel confused because your boss pralsed your work
" and you dldn't thix.k it was pogsible." Tum to the A i
top of page 85. '

| Response B. '"Great! You're really on top of the world todayl" Tum -
e  to the bottom of page 85. T

.'Resme C. _"See, you feel great now--you "should do that kmd of

- work -all of the time." Tum to page 86. 1

102
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; .‘Ris_@gg__é ' , this is incorrect.. You prcked up cn the ‘use of the bas:Lc(
empathlc response outl:me (you - feel e because ~

)} but the identlf:.cat:.m of feelings was maccurate. -

'Ihe feelmg statement ccmmm:Lcated very ln_ttle, if any, eonfusim Effec-
tive empathlc responses must be based on accurate mderstandings ‘regardless: ._
' iof ‘the structure used in the response Go back to the questlon on page 84

_ Resm eB. .Terrificl Your mderstand:ing of enpathic respcnd:.ng has
- growm to the extent that you are now able to free yourself from the bas:_c )
" outline: of the respanse (you feel L

because - : ' -)‘. You now understand that so long as a .
| response ccnveys both acceptance and mc‘erstandlng it is an empath:l.c "

-

- respcnse, regardless of the structure used

t

- Now turn_to_page 87 for additimallpractice.‘ o k B S
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M Well thls response dld use the bas:.c empathlc respondmg
outlme Gou feel = - * because RS
and it did oorrectly J.dentlfy the feelmg expressed in the first state- " |

- ment. 'I‘hls is an mcorrect answer, however, s:tnce this response also o

'included advxce ("You shoulddo that kmd of work all of the time' )
Adv:.ce—g:.vmg does’ not: often canmma.cate axc:eptmce or genulne under-

7
~ standing m effective, _actn.ve 1:Lstemng

L

Go back to thequestlcn o page 84 and_tfy.ahothervanswer. '




Try one more e.xerc:.se 1n empathlc respmdmg Prmted below are four L -
statement:s try to :Ldent:.@ the feelmgs being expressed and then fonnulate -
| an empathlc response, usmg whatever structure you wish but which comwni
cates both acceptance and mderstand.mg Then compare your empat_hz.c response
" to ours on page 88. ' '
'Stacelnexmt A: "These staff ﬁoeetings are "Ja waste of time! We‘re supposed to -

| exchange J.deas but the chairman never llstens to ml' '

,M‘ M"Izm ot sure, BUt_: I thmk that my boss isn't too happy with
B my work...do- you think that I should go to see him about 1t?"
Statement C: "My sales are way dawn from last quarter, but I'm seeing more~
people than ever.. .I haven't changed a' thmg in my approach

~w e but I'm just mot gettmg anywhere "
Statenaexxt D: "That new ldea really tumed everything armmd—--I JUSt
| couldn't 1mag1ne how such a sxmple thmg llke that oould
‘make such a terrific dlfference!" C ' .

Now tum to‘page 88 to see how your empathic responses compare with ours..

e ] .. ’ )
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Statement A "Ihese staff meetings are a waste of t'."me! We're supposed to .
exchmge idaas but. the cha:.man never 1istens to usl"

‘Response: 'You're irritated because the cha:eran completely dam.-

" nates the meetmgs and doesn t ask “for or accept your
3 ide_as_."

Statement B: "I'm not?m:e, but I th:.nk that my boss isn t too: happy with my
o - work... .do you thmk that I should go see him gbout it?"

. Re gms' "It soinds 1ike you re worried about his’ opm:.on - " ,‘_' -
vandallttlenervousaboutfind:lngout"_,: R
from 1elast quarter, but - I'm seeing more r
Jo L haven t changed a th:lng 1n my approach, 1\ |
tting anywhere." -

done_all along doesn t_seem to ‘be- working

Statement C: "My sales are way

people .than ever.
but I'm just not -

4

Response: "Whht;youL '
LT anymore and you don't know where to go- from here.'

_/,
Statement D: | "'Ihat new idea really turned everything around—-I just oouldn'
| 1magme how such a smple thmg like' that couldmake such a

temflc d:l.fference!"

Resme: ; '-._';'You' re_re'aliy deligﬁt‘ed about the way tl-ungshaveworked out!'

If you had d:.ff:.culty :(Ln forumlatmg enpath:l.c responses that were falrly snm‘.lar
to ours. pe:haps you should go back to page 79 ‘for more pract:.ce If not
terrif_icl Now please tum to page 89 for the conclusun of this sect:.on o .

L

o
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In this section on'.aéi:ive_ lis'tenil.'}g' you have leamed how inportant o ,
o effeétiﬁe-listmﬁxg ekills e_zfe in t'ne world of work. You've been in- o
. trodiced to the p vi _\ﬁpl@'of' attendmg and ailpa_ﬂxié réspondmg. vhich

__ argf.__(_?-'ssmt\i‘.gl_'to theeffect:_ve _nece_ption'bf commmication, .and have | -
recelved: opportmitles _téol practice these ékilis’.‘ When youare able to o
estabhsh genuine and empathlc ccxmmmlcatlon by active listem.ng to a_not;:hef;
" | the pe:ry:éon_Ato whom you are’ Listening is npre'.iﬁkeiy to e:‘{.lnloi'e:arld sﬁéﬁ:e_ . |
h:.s or hei:r fee}:.pgs at ‘deeper levels. In other words, the l.Jehé"-_jiors}’and
s skills of active listening

e '~.-conduCive' 'to esf:ablishing more open, meanmg-

ful, and trustﬁ:l comm:m.calons ‘

ST S ,,”.__,,_;______-_Q-,_\‘_ﬂ,_/;-_—/—_‘,—--»v . (
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Before continuing on to Book TI. of this program dealing with assertive

\

\

_trarisactions gtile-effectivg §gn_d_gg_\o_f .cou;mmiCation),.;é@iuiay want to do
mfe exercises in active listemng \Thé ré;:ofded_ ét_;dic': casgette" tape,
| whlch accompanies this program, will "i-\rwde gddiéional workmthe siei1ls
of attending and empathic responding. "The instrgctions for the use of the -
" tape'my,be found af the begiming of \2’ prog1.;am and_on'thé__ césse_t:fe\‘tapé
Citself. . - |
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